Measuring and analyzing patients' satisfaction with pharmacist's consultation is a relatively new development which is enforced �y the new demands of society. High num�er of varia�les, such as their state of health, socio-demographic varia�les (age, sex, and cultural level), characteristics of their healthcare provider (affective care, quantity of information, technical expertise, etc), or waiting time are related to patients' satisfaction. At present, in R.Macedonia, there are 834 community pharmacies, which accounts for pharmacy vs. population ratio of 1:2500. The pharmacies are situated in 8 different regions (the Vardar region, Pelagonia, North-East, South-West, Polog, East and South East). The present cross-sectional descriptive study �ased on interview data was carried out in order to ascertain patients' satisfaction from their experience with the cumulative quality of pharmaceutical services. A total of 651 patients of �oth sexes (59,3% male and 39,1% female) were included in the study. The results from our analysis showed the influence of different factors in the process of choosing pharmacy: distance, medicines price, well-stocked with medicines, professional advice �y the employees in the pharmacy, hygiene in pharmacies, the privacy they offer, waiting time, possi�ility for private conversation with professionals.
Introduction
Optimization of the patient's health-related to the quality of life and achieving positive clinical outcomes, within realistic economic expenditures is one of the primary goals of the pharmaceutical services. Community pharma-pharmacy practice is inspired �y the changing philosophy of prac-is inspired �y the changing philosophy of prac-inspired �y the changing philosophy of prac-the changing philosophy of prac-changing philosophy of prac-philosophy of prac-practice where the patient is in focus, rather than the physical drug products or the �usiness aspects of pharmacy. Recently, the role of the pharmacists is changing from traditional drug dispensing to a more active and participative role in risk assessment, risk management, and other medicationrelated consultation activities (Traveso et al., 2007) .
The patients evaluation of the care provided has �ecome a prominent method of assessing the quality of health care services (Ru�in et al., 1993) . It mainly refers to the pa-
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Community Services in R. Macedonia * zost@ff.ukim.edu.mk tient's satisfaction with the health care services and providers (Sitizia and Wood, 1997) . Measuring and analyzing patient's satisfaction with consultations provided �y pharmacists is a relatively new strategy which is enforced �y the new demands of society. High num�er of varia�les, such as their state of health, socio-demographic varia�les (age, sex, and cultural level), characteristics of their healthcare provider (effective care, quantity of information, technical expertise, etc), or waiting time are related to patients' satisfaction (Marquez-Peiro and Perez-Peiro, 2008) . At present, in R. Macedonia, there are 834 community pharmacies, which accounts for pharmacy vs. population ratio of 1:2500. All community pharmacies are licensed and regulated �y the Ministry of Health through the Drug Bureau. Privatization of pharmacies was allowed since 2004. Most of the pharmacies are concentrated in the ur�an areas. Numerous rural settlements have no/limited access to a pharmacy. Almost 30 % of the total num�er of pharmacies is located in the capital city of our country. The other pharmacies are located at the 7 statistical regions of pharmacies in the country (Pelagonia, the Vardar region, North-East, South-West, Polog, East and South East) according to the official pharmacy network in R.Macedonia.
The Drug Bureau announced officially that in order to �e licensed, a pharmacy should consist of at least one licensed graduated pharmacist and one licensed pharmaceutical technician (Official Gazette of the Republic of Macedonia 106/2007).
The present study was carried out in order to ascertain the levels of patients satisfaction with pharmaceutical service taking into consideration the social, traditional and professional aspects of the pharmaceutical health care system in R.Macedonia.
Methods
Two month's cross-sectional descriptive study �ased on interview data was carried out in order to esta�lish patients' satisfaction with the cumulative quality of pharmaceutical service �ased on their experience. The specially developed and designed questionnaire for measuring patients' satisfaction with pharmaceutical service was used. The multiple-choice questionnaire was prepared in accordance with "14 rules for writing multiple-choice question" (Brigham Young University). One of the questions concerning the hygiene in pharmacies, well-stocked with medicines, time of waiting and possi�ility of clients to have private conversation with professionals was prepared in conformity with Likert Scaling. The questionnaire consisted of 12 questions divided in the following sections: demographic profile of the responders; aspects of pharmaceutical practice; important factors for choosing a community pharmacy, contentment for receiving �oth ver�al and written medication information in community pharmacies and aspects/issues concerning national drug policy. The eligible, randomisely selected patients, on voluntary and confi-dential �asis, were interviewed in front of /inside community pharmacies in different regions of R.Macedonia (Skopje, Pelagonia, the Vardar, North East, South-West, Polog, East and South-East region). Inclusion criteria for participation in the study were age (a�ove 16), Macedonian citizenship and willingness of the su�ject to participate in the study. For the statistical analysis, Kruskal-Wallis test was used for testing the hypothesis that a num�er of unpaired samples originate from the same population. Group comparisons were made using Chi square test for qualitative variables. Statistical significance was assessed at p<0.05.
Results and Discussion
A total of 651 patients of �oth sexes (59,3% male and 39,1% female) were included. The structure of respondents regarding the territorial distri�ution �y different regions (Skopje, Pelagonia, the Vardar, North East, South-West, Polog, East and South-East region), marked �y num-�ers from 1 to 8, and population coverage �y the pharmacies where data collection took place are show in Ta�le 1. The statistical analysis doesn't include the South-Eastern region due to the low frequency of occurrence of only 1,7% in the total structure.
The results from our analysis showed the influence of different factors in the process of choosing a pharmacy: the distance is mainly the most important element for the patients from the North-Eastern region -51,7%. The price of medicines, as a rule, determines the selection of a pharmacy with patients living in the territory of the Vardar and North-Eastern region (23,2% and 24,2% respectively). Respondents from the South-Western region mainly select the pharmacy which is well stocked -39,5%. Professional advice �y the employees in the pharmacy is of higher priority for the respondents from the region of Pelagonia -22,2%, Eastern region -24,2% and South-East region -28,6%.The results o�tained are in line with our expectation that various factors influence the process of choosing pharmacies in different re- gions. This process is pro�a�ly due to differences in ethnicity, education level, social, financial and demographic factors.
We also tested out the com�inations of these four offered responses which refer to the potential priorities when choosing a pharmacy, and the statistical differences in priorities when selecting a pharmacy for patients from different regions were confirmed as highly significant, i.e. important (p<0.001). We evaluated the differences in the answers of the question "Do you always take your medicines from the same pharmacy?". The highest percentage of patients coming from the region of Skopje (47,1%), Pelagonia (54,2%), from North-East region (44,8%), from Polog region (41,7%), and from the Eastern region (46,5%) answered that they take their necessary medicines from the same pharmacy, if they are availa�le. The tested difference in the answers to the question among the respondents from different regions is statistically significant and it is the result of the considerable difference �etween Skopje and Pelagonia region, Skopje and North-Eastern region, �etween the Vardar and North-Eastern region as well as �etween the Polog and the Eastern region. (Ta�le 2). The introduction of fixed prices for prescribing medicines a few years ago, can be the reason which influences the patients' perception of the quality of the pharmaceutical service as a main factor for choosing the pharmacy.
Results which refer to the hygiene-related grade marks given �y the respondents coming from different regions show the lowest average grade mark of 4,4 for the pharmacies from the Polog and the Eastern region, while the pharmacies in the North-East region were given the highest average mark. Half of the respondents coming from all the regions gave the maximum mark of 5 related to the hygiene in pharmacies. A statistically significant difference (p>0.05) was not registered. The patients' perception and satisfaction with the waiting time differ significantly among the regions. The data o�tained are presented in Ta�le 3.
The answers of respondents from different regions differ significantly in their grading of the possibility for private conversation with a pharmacist without �eing overheard �y someone else in the pharmacy. This parameter average marks are low for all the regions and they range from 2,1 for pharmacies on the territory of North-East region, 2,4 for the Skopje region to 3,5 for pharmacies in the Ta�le 2. Differences in the answers to the question "Do you take your medicines from the same pharmacy?" among the respondents from different regions Kruskal-Wallis test: H (6, N= 640) =15,85 p =,01 Doyou take your medicines from the same pharmacy? South-West region. (Ta�le.4). Unfortunately, there is a lack of space, time and ha�it for private consultation in almost all pharmacies in our country. The reason for this might �e the num�er of licensed pharmacists, suita�le facilities and patients' expectations for this type of services. While most of the respondents that contacted the pharmacist were from the region of Pelagonia -43(59,7%) and the Vardar region -31(55,4%), most of the respondents from the Eastern region contacted the pharmaceutical technician -16(27,6%) . It is also interesting to note that as many as 217(61,8%) respondents from the region of Skopje were una�le to answer this question since they did not know the educational level of the provider of pharmaceutical services.. The difference in the distri�ution of answers given �y the respondents from different regions is statistically highly significant (p<0.0001). (Table 5) Patients cannot distinguish �etween the pahramceutical care provided �y licensed pharmacists and pharmaceutical technicians. We �elieve that the quality of pharmaceutical services given to the patients is the major reason which is responsi�le for this evaluated situation. The following results are in accordance with our assumptions.
The grade mark given �y patients from various regions regarding the employees in the pharmacy, with regard to the information they are supplied with, differs significantly. Most frequently, the staff in the pharmacy gives the necessary information to 61,9% of patients in the region of Pelagonia, 75,9% in the North-East region, 71,1% in the South-West and 71,4% in the Eastern region, without even �eing asked. The staff gives the necessary information upon patients' request according to 53,6% of the respondents in the Vardar region and 53,4% in the Eastern region. The lowest num�er of respondents answering that they were not given the necessary information is registered in the Eastern region -1,8%. None of the respondents from the North-East and South-West region answered that the pharmacy staff was una�le to give them the necessary information. The respondents from various regions differ significantly regarding the confidence they have in the pharmacist or pharmaceutical technician (p<0.001). The patients from the South-West region have considerably higher confidence in the professional staff in the pharmacy compared to those coming from Skopje, Vardar, Polog and Eastern regions. 14,2% of the patients from Skopje, 10,7% from Vardar region, 8,3% of the patients from the Polog region have no confidence in the pharmacy staff. All medicines prescri�ed �y a physician were found in the pharmacy �y 59,1% of the respondents in the region of Skopje, 70,8% in the Pelagonia region, 55,3% in the Varda regionr, 79,3% in the North-East region, 89,5% in the South-West region, and 66,7% in the Polog and Eastern regions. No respondents from the North-East, South-West, Polog and Eastern regions answered that they didn't find any of the prescribed medicines. The difference tested among the respondents from various regions with regard to the question of whether they could find all the medicines, part of the medicines or none of the medicines, is statistically highly significant (p<0,001). The patients from the South-West region were able to find all the required medicine in the pharmacy in comparison with those from the region of Skopje, Pelagonia, Vardar, Polog and Eastern regions. The respondents from the North-East region find all the required medicines significantly more frequently than the ones from the region of Vardar. The patients are satisfied with the well stocked pharmacies on the well esta�lished pharmaceutical market in our country.
Conclusion
The present cross-sectional descriptive study is the first evaluation of the patients' satisfaction with pharmaceutical community services in R.Macedonia.The results o�tained are preliminary and improvements are needed to identify the specific reasons for satisfaction/dissatisfaction with pharmaceutical services. Future research should �e focused on developing a new instrument for measuring different levels of services provided �y pharmacists.
